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Inthe course of running any government, 
_ there are bound to be times when some 
citizens feel they have been treated unfairly. 


Their complaints may arise through some 
action that has been. taken (or neglected) by 
a civil servant or by some branch or ministry 
or some other government body. Or a com- 
plaint may stem from some decision or 
recommendation made i in the name of the 
government or one e of its agencies, boards 
or commissions. 

Some people’ S ED piaints are based on 
simple misunderstandings of government 
procedures or individual rights. Other cases 
arise from serious Se erices that Se oe 
be remedied. 

Whatever the’ cause, people’s ; complaints 
deserve consideration. 

In Ontario, complaints about the Provincial 
government hee be ee eater by the 
Ombudsman. — : 


The Honourable Donald R. Morand, formerly 
Justice of the Supreme Court of Ontario for 18-1/2 
years, was appointed Ombudsman of Ontario in 


- January, 1979. Mr. Morand was Chairman of the 


oe of of Ontan same year. 


Royal Commission on Metropolitan Toronto Police 
Practices in 1976 and was instrumental in establish- 
y Law Branch of the Supreme Court 


: “Otnbuderian! Se rcdish word of long and 
honourable tradition, means a protector or defender 
of citizens’ rights. - : 
: had ar © mbudsman since 1975. 
_ That was a year the Legislature passed The 


Ombudsman Act, which, among other things, 

____ guarantees that the Ombudsman can perform his 
“duties independently of the government. This Act 

makes the Ombudsman accountable directly to 


the Legislature. 
~ Unlike most other public officials, the Ombuds- 


es | : man cannot be appointed without the approval of 


__ the Legislature, which also receives formal reports 
_ from him on his work, at least once a year, through 
- the Speaker. These reports are reviewed by an all- 


cc : party committee of the Legislature known as the 


| _ Select Committee on the Ombudsman. 
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Q What can the Ombudsman do about 


my complaint? 


Under the power given him by the Legislature, the 
Ombudsman and his staff can investigate your 
complaint thoroughly; and since he is independent 
of the government of the day, he is in a position to 
gather and weigh all the relevant facts impartially. 


Will I be told the results of the 


investigation? 


Certainly. If the Ombudsman undertakes an 
investigation of your complaint, he must let you 
know what happens to it. 


Can the Ombudsman order the 


government to remedy a bad 
situation? 


No, but if a government ministry ignores one of his 
recommendations, he can take the matter to the 
Premier and, if necessary, to the Legislature, 
where it could become a public issue. He can use 

a lot of persuasion in the right places. 


Are there some kinds of problems the 


Ombudsman cannot deal with? 


Yes. Being an Ontario official, the Ombudsman 
cannot deal with federal matters (such as postal 
service or unemployment insurance cheques) or 
local government concerns (such as garbage 
collection or by-law enforcement). 

The Ombudsman cannot take up cases against 
private individuals or companies (such as domestic 
disputes or a problem with the manufacturer of 
a faulty product). 

Some provincial matters, too, are beyond his 
scope — courts, judges, Cabinet decisions, and 
actions taken by the government’s legal advisors. 


Even so, the Ombudsman’s work encompasses a 
wide range of concerns, such as workmen’s com- 
pensation, OHIP, expropriation of land for provin- 
cial highways, family benefits, retail sales tax, and 
many, many others. 

If you have an unresolved complaint and aren’t 
sure whether it falls within the Ontario Ombuds- 
man’s scope of duties, it’s a good idea to inquire 
anyway. Someone on the Ombudsman’s staff will 
tell you whether he can be of service in your case. 


Q At what stage should I take my 


complaint to the Ombudsman? 


It’s best to think of the Ombudsman as a last resort 
— the person who tries to help you after all other 
approaches have failed. With any complaint against 
the Ontario government, your first step should be 
to go right to the person or group involved — the 
ministry, commission, board or whatever. If that 
doesn’t produce a satisfactory result, take your 
complaint to the head of the organization. 


If that step also fails, see whether your MPP can 
help you. (That’s part of his or her job as your 
elected representative.) 

Also, for some situations (land severance, certain 
tax matters, for instance, or racial discrimination) 
there are special boards or systems or procedures 
set up especially to enable people to appeal against 
or object to actions they believe are wrong. 


You should try all these steps and stages, as 
necessary, before approaching the Ombudsman. 
Only when you have tried all statutory avenues for 
complaint, appeal or objection, or only when the 
stipulated time for appeals and objections has run 
out, can the Ombudsman investigate your 
complaint. 


Ombudsman? 


(Q) How do I make my complaint to the 


You may file a complaint by telephoning, writing a 
letter or visiting the Ombudsman’s office. The 
addresses and telephone numbers for the Ombuds- 
man are provided on the last page of this booklet 
and the main office is listed in your telephone book. 


Members of the Ombudsman’s staff also travel 
frequently to other cities and towns in Ontario, to 
receive complaints and to speak publicly to various 
organizations. To find out when a member of the 
Ombudsman’s staff will be visiting your area, 
please telephone or write to the Ombudsman’s 
office. 


If you wish to file your complaint by long-distance 
telephone, please bear in mind that collect calls 
cannot be accepted, but you can avoid costly 
charges by calling just long enough to leave your 
name, address and telephone number, so that a 
staff member can get in touch with you promptly 
for more details. 


Whatever means you choose for lodging a com- 
plaint, you can rest assured that it will be received 
in confidence, as a private matter between you and 
the Ombudsman. 


The Ombudsman’s office is open from 9 a.m. to 
5 p.m., Mondays through Fridays, but you can 
telephone at any hour and leave a message. A staff 
member will contact you as soon as possible. 


Q What if Iam unable to speak or write 


adequately in English or French? 


Please make your complaint in whatever language 
is most comfortable for you. The Ombudsman’s 
staff can speak a total of 18 languages besides 
English and French, and, if necessary, someone 
will arrange an interpreter for you. 


What about inmates in provincial cor- 
rectional institutions or patients in 


psychiatric facilities? 


Any letter addressed to the Ombudsman from any 
such person must be forwarded immediately, 
unopened. His replies are also delivered unopened. 


Q Will I be charged a fee for having my 


complaint investigated? 


No. Regardless of the outcome, there is no fee. 


A) 


sine 


Write, telephone, or visit: 

Office of the Ombudsman, 

6th Floor, 65 Queen Street West, 

Toronto, Ontario MSH 2MS. (416) 869-4000 
or at the Legislature, apply to: 

Room 157, Main Legislative Building, 
Queen’s Park, Toronto. 

Regional Offices: 

Suite 202, 1265 Arthur Street East 

Thunder Bay, Ontario P7E 6E7. (807) 623-5058 
Suite 203, 519 Main Street East 

North Bay, Ontario P1B 1B7. (705) 476-5800 
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